Your Homes Matter

Tenants’ Newsletter - Autumn 2016

How did we do in 2015/16?
Welcome to Charnwood Borough Council’s Annual Report for 2015/16 for tenants
and leaseholders.
The Council manages around 5,700 properties across the borough and this report
aims to let tenants and leaseholders know how we have performed in the ﬁnancial
year, from April 1, 2015 to March 31, 2016.
During that year, the Council spent a total of £9.1 million in delivering our services to
you. In addition to this we spent £10 million on improving your properties, nearly half
of which was spent on installing new kitchens, bathrooms and heating systems.
We hope you have noticed the improvements and we will continue to invest in your
homes in coming years.
We will always welcome your feedback to help us improve our services and so if there
are any issues, please let us know. We hope you find the annual report of interest.

Eileen Mallon,

Strategic Director of Housing, Planning
and Regeneration and Regulatory
Services

Councillor Leigh Harper-Davies,

Cabinet Member for Housing, Revenues
and Benefits

There’s a lot going on and quite often tenants are involved.

Customer involvement
Customers are at the heart of everything we do and we try to ensure that there are opportunities to have your say and get
involved in a way which suits you.
We have a dedicated Customer Engagement team to support you in customer involvement opportunities including the
Charnwood Housing Residents Forum, Senior Citizens Forum, Leaseholders Forum, Housing Management Advisory Board, Focus
groups and Readers Panel.

✓

What we’ve done

• Commissioned a tenant satisfaction survey through BMG Research to find out your views
on our services.
• Held a Tenant Networking Event to give you information
about our services and how you can get involved.
• Supported and funded a number of community groups to
deliver an event or initiative in their local community.

What we’re going to do
• We will organise a tenant
recognition event in 2017 to
promote the work of those
tenants who have volunteered
their time to work with us
on customer engagement
activities.

• Committed £50,000 to estate improvement schemes
put forward by groups of tenants through our Tenant Bid
Scheme.
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Property improvements
Investing in our council properties to make them decent places to live is a key priority.
This team delivers planned improvements such as new kitchens, bathrooms, heating,
doors, external painting etc.

✓

What we’ve done

• We have installed 553 new kitchens including an electrical upgrade where necessary.
• We have installed 440 new bathrooms including the electrical upgrade where necessary.
• As part of our fire safety budget we have installed a combination of 967 front, rear and
ﬁre doors.
• We have installed 974 mains-linked smoke detectors.
• We have installed 116 full central heating systems with new energy efficiency boilers
including fuel switches from electric to gas.
• We adapted 120 homes with the installation of level access showers.
• We undertook 33 structural works including extensions, underpinning and damp proof
courses.

What we’re going to do
• We will continue to invest in
council properties as we are
aiming to get all of our homes
to meet the Charnwood
Standard, this is above
and beyond the nationally
accepted Decent Standard
• Continue our planned
maintenance programme
including installing LED
energy efficient lighting,
communal/external painting,
replacement of shed doors,
communal doors and door
entry systems.

Repairs
Our busy repairs team handle day to day repairs which are reported to
us by tenants. This can be anything from a broken light to a leaky tap.

✓

What we’ve done
• Completed 13,423 responsive repairs with 99.31% completed within
target timescales at an average cost per repair of £117.
• Completed works in 540 void properties with properties returned on
average at 8.63 days at an average cost per property of £2,790.
• Used £592,000 worth of materials to complete all of the works.
• Reviewed existing contracts (i.e. subcontractors) we currently use for
specialist services to provide added value for money and cost savings.
• Recruited two apprentices for plumbing and electrical work.
• Installed inter-linked mains smoke and heat alarms at 415 properties
before new tenants moved in.

What we’re going to do
• Introduce a new online appointment system
for tenants and upgrade the back office
systems to make them more efficient.
• Aim to keep the average cost of a responsive
repair below £100.
• Give our staff better technology so we can
add and amend appointments and capture
your views and feedback while on site.
• Continue to install energy-efficient lighting
to reduce running and maintenance costs
throughout communal and sheltered
accommodation units.
• Continue to install inter-linked mains smoke
and heat alarms in all new void properties.
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Gas service and maintenance
To keep our tenants safe and warm we work with our contractor, Sure Group, to
ensure all gas appliances in our properties are working properly.

✓

What we’ve done

• Serviced appliances in 5,338 properties so that 99.98% of homes have a Landlord
Gas Safety Certificate.
We would like to thank you for your help in improving the access for the gas
servicing. This year we achieved an approximate first time access rate of 73% this
means that 3,896 of our residents made and kept the first appointment with our
gas contractor Sure Group.
• To date we have now installed 4,628 carbon monoxide detectors.
• Attended 3,814 boiler, central heating breakdowns and routine repairs:
- 96% of these we ﬁxed on the ﬁrst visit.
- 96% of these we completed on time.
• 779 satisfaction surveys showed 94.76% of customers were overall satisfied with
the service.
• 99% were satisﬁed, very satisfied or extremely satisfied with our gas contractor
Sure Group whilst undertaking gas audits.

What we’re going to do
• Aim to complete gas safety checks
at 100% of our properties each
month with your help in providing
access to your home.
• Continue to install carbon
monoxide detectors in gas and
solid fuel heated properties and
check the safe operation of smoke
detection in your home.
• Continue to improve the service
to deliver the highest levels of
customer satisfaction, completing
within time, right first time and
keeping you safe and warm in your
home.

• Our contractor Sure Group carried out around 7,700 gas services and repairs in
2015/16 and there were 12 complaints, all of which were resolved informally.

96%

of boiler and central
heating repairs ﬁxed

96%

of boiler and central
heating repairs
completed on time

99%

satisﬁed with our gas
contractor
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Tenancy management and support
We support tenants in any way we can. Our housing ofﬁcers and tenancy support
ofﬁcers help tenants with any questions or concerns they have.

✓

What we’ve done
• Last year our Tenancy Support and Financial Inclusion Teams saw 423 tenants in
relation to debt advice.

What we’re going to do
• Develop a multi-agency
approach to supporting
and managing tenants who
hoard.

• The team generated an additional £171,529 of rental income by supporting
tenants to help them manage their rent payments.
• In total 607 tenants were seen by both teams overall.
• They helped 64 tenants to claim financial help through charity applications.
• They helped 14 tenants make community care grants.
• 84 tenants were helped with housing benefit applications.
• 69 tenants were helped with applications to backdate housing benefit.
• 100 per cent of the tenants we helped were satisfied with the service.

Anti-social behaviour (ASB) services
✓

What we’ve done
• 916 ASB cases were recorded.

• 87.5% of ASB complainants said they were satisfied with outcome of their complaint
against a target of 85%.
• 87.5% of ASB complainants said they were satisfied with the way their case was dealt
with against a target of 86%.
• 97.5% of complainants said they would be willing to report ASB again in the future
against a target of 91.5%
• We started using new powers available to us under the Anti-Social Behaviour Crime
and Policing Act 2014 to take swift action to tackle serious ASB. This included several
anti-social behaviour injunctions and closure orders.
• We have installed new CCTV at Waterside Close and upgraded CCTV systems at
Lingdale House and at Brook Street in Shepshed to create safer communities.
• We referred 17 cases to mediation (an increase of two on the previous year) and
appointed a new mediation provider - to provide better value for money for tenants.
• Agreed funding for an additional Anti-Social Behaviour Officer to prevent and tackle
anti-social behaviour.
• Staff now have smart phones to enable new appointments to be made with tenants
on site.
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What we’re going to do
• Produce a new policy and
procedure for preventing
and managing anti-social
behaviour which reﬂects new
legislation and will increase
public confidence that
effective action is being taken
to tackle ASB.

Income management
The team of income ofﬁcers and ﬁnancial inclusion ofﬁcers give advice and support to
maximise income for tenants, helping them to pay their rent and avoid arrears.
We achieved all of our income targets for collecting rent and reducing arrears for 2015/16.

✓

What we’ve done

• The Income Management Team collected 99.14% of the rent due from current tenants
in 2015/16. This was a slight decrease from 99.37% in the year before

What we’re going to do
• Continue to provide
information to tenants who
will be experiencing changes
to their welfare benefits to
help them pay their rent.

• The amount of rent arrears of current tenants as a percentage of the annual rent due
was 1.98%, an increase from 1.75% last year
• In 2015/16 we collected £64,371.10 of arrears from former tenants. This is an increase
on the previous year’s £56,557.00.
• We introduced paperless direct debits
• We worked with Clockwise Credit Union to introduce a rent payment system for tenants

• Continue to support and
manage those tenants
moving on to Universal
Credit.

• Increased our financial inclusion work to prepare tenants for Universal Credit.
• Consulted with tenants on the content of the letters we send out.
• Increased the use of text messaging payment reminders to tenants.
• Increased the use of direct debit rent payments to over 30% - our end of year figure was
- 31.8% of tenants at end of 2015/16.

We collected

99.14%

of rent due collect from
current tenants

31.8%
of our tenants
now pay rent by
Direct Debit

£64,371.10
of arrears from
former tenants
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Tenancy and Estate Management
✓

What we’ve done

• Percentage of new tenancies sustained over 12 months - 97% vs target of 90%
• Percentage of mutual exchange decisions provided within 42 days 100% completed vs 100% target.
• 64 mutual exchanges completed.
• Percentage of new tenancy visits completed on target 92% vs 90% target 436 new tenants seen in total.

What we’re going to do
• When more information is known
about our requirements arising from
the Housing and Planning Act 2016
we will consult tenants on a new
Tenancy Agreement.
• We are working with our partners
to develop our approach to working
with tenants who hoard and we have
developed a new assessment tool for
our officers to use when investigating
cases involving hoarding. This will
help us to keep people safe in their
homes.

• We completed 100% of our monthly communal area fire safety inspections,
visiting every one of our 283 communal areas and 21 sheltered schemes every
month.

✔
97%

of new tenancies sustained
over 12 months

100%

of mutual exchange
decisions within
42 days

✔
92%

of new tenancy visits
completed on target

100%

of communal area ﬁre
safety inspections
completed
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Leaseholders
✓

What we’ve done
• Implemented open surgeries four times a year and a Leaseholder forum AGM

• Migrated all the leaseholders onto the new building insurance after consultations
within open surgeries.
• Held Section 20 consultation for:

What we’re going to do
• Raise awareness with leaseholders
on the Section 20 Consultation
process and how and why we have
to carry this out.

- New door entry system project – some new doors already in place.

• Appoint a new planned maintenance
contractor.

- New shed doors project – doors on order and will be rolled out very soon.

• Carry out new fire risk assessments.

- Planned maintenance contractor – in progress.
• Introduced new services including:
- Legionella testing.
- Balcony surveys.
• All fire risk actions have been addressed and implemented in conjunction with
the leaseholder and the Leasehold Officer.

Warden services and Lifeline
This team supports our elderly and vulnerable tenants and gives them and their families peace
of mind through an on-call warden and emergency response service.

What we’ve done

What we’re going to do

• We’ve answered 78,814 calls and almost 95% were
answered within 30 seconds.

• Promote the lifeline service to make it available to more
homes within the Borough.

• Lifeline controllers handled 620 calls from customers
who had fallen, 258 medical requests and 213 medical
emergencies.
• Our on-call warden made 197 visits.
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Where we spent money
Finance & human resources
Customer engagement
Voids &
lettings

Contact Centre
Rents and arrears management

Tenancy & estate
management

Asset management

Sheltered &
supported housing

Planned
maintenance

Other management costs
Capital spend
During 2015/16 we spent a total
of £9.1 million in delivering our
services to you. In addition to this we
spent £10 million on improving your
properties, £4.8m of which went on
the Decent Homes programme which
saw the installation of new kitchens,
bathrooms, heating etc.

Repairs and
maintenance

Capital spend (improvements to properties e.g. new kitchens, fire safety measures, adaptations)

£9,990,884

Repairs and maintenance (day to day repairs reported by tenants)

£1,701,888

Planned maintenance (scheduled work e.g. gas servicing, exterior painting)

£2,015,075

Sheltered & supported housing (support & accommodation for vulnerable tenants)

£1,062,689

Tenancy & estate management (supporting tenants & handling issues such as ASB)

£1,221,131

Voids and lettings (making empty properties fit for let & signing tenants up)

£960,523

Other management costs (Business support, health & safety work)

£680,177

Asset management (running costs for property improvement & repairs e.g. fuel, consultants)

£343,564

Rents and arrears management (financial advice to help tenants achieve clear rent accounts)

£379,837

Contact Centre

£415,260

Customer engagement (supporting tenant groups, tenant events, involving tenants in decisions)
Finance & human resources

£70,740
£210,244
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A day in the life of a
Lifeline operator. . .
Charnwood Lifeline is an emergency response
service, operating 24 hours a day, 365 days
a year for anybody who wants that extra
reassurance or assistance in an emergency at
home.
It is managed by the council and provides security and peace
of mind to older, disabled and vulnerable people. Here we
give you an idea of the work our Lifeline control operators do.
A shift can be varied as we deal with a number of different
tasks. As an operator we answer emergency calls from our
customers, call and speak to relatives who are concerned
about their family member, and reassure our customers on
any number of issues. As we operate 24/7, 365-days a year
we also take emergency out-of-hour repair calls from across
the borough.
There are eight Lifeline controllers in total who work early,
afternoon and late shifts to ensure the phones are answered.
One of the best things about our job is being able to help
people in need. Sometimes they just want reassurance that
someone is there at the end of the line who can organise
help if they need it.
Our customers have told us that sometimes we are the
difference between life and death. If someone needs help in
a hurry, from an ambulance or a family member, then we can
arrange it.
We also monitor fire alarms and we can contact the police on
a customer’s behalf if they feel unable to do so.
Being able to help so many people is amazing, but
sometimes it is not always straight forward. Sometimes we
can’t get hold of family members straight away and which

results in the Lifeline controller sending the Council on-call
warden to assess the situation.
And even though our ambulance service does an excellent
job and gets to patients as soon as possible, people are
obviously anxious and uncomfortable while they wait. They
appreciate someone being there to reassure them that help
is on the way.
This is not the full extent of the job, but hopefully it gives you
a small insight into what we do. If you would like to find out
more about Charnwood Lifeline then please get in touch.
Michelle, Lifeline Control Operator.

If you would like more information about Charnwood Lifeline, please visit
www.charnwood.gov.uk/charnwoodlifeline or call 01530 643970

Prize draw winner
The winner of our Your Homes Matter free prize draw was T R Chapman of Loughborough. We asked readers for feedback on
your magazine so we can make improvements. On the whole, readers seem happy with Your Homes Matter but look out for a
few tweaks in the near future.
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Many Happy
returns, Ma’am!
Residents at Grays Court had a tea party to celebrate the Queen’s 90th
birthday and they are pictured here enjoying the event.

Get covered
If you don’t already have home contents insurance, it’s
something you should consider. You can insure your home
contents for less than you think. The Royal Sun Alliance
home contents insurance covers accidental damage and
theft for as little as 55p per week.

Scooter cover
For health and safety reasons, mobility scooters must not be stored in
communal areas.
To ensure your scooters are insured when outside of your property, our home
insurance contents provider, RSA, offers existing customers an ‘add-on’ to your
current contents insurance policy to cover personal belongings, wheelchairs/
scooters and hearing aids outside of your property.
Additional cover is also provided for the structure of garden sheds.
For more details, please call 01509 634875/76.

And the
winners are…
Well done and thank you to the following
tenants who were our rent account
winners:

Mr A from Loughborough and
Mr D from Loughborough
both won £200 for having a
clear rent account.
Mrs W from Loughborough
and Mrs H from Anstey both
won £50 for 12 weeks of
continuous payments as per
their agreements.

Changes to insurance
premiums
All tenants and leaseholders who participate in the home
contents insurance scheme should have received a letter
during August regarding the revised insurance premiums.
If you have not received a letter, please contact Micky Patel
on 01509 634666.

Take a break from payments… if you’re up to date
Just as a reminder, rent is not collected in weeks
commencing December 19 and 26 2016, unless you have
rent arrears. If you are in arrears, you must continue to pay
rent during those weeks.
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Get ready
for the cold
weather by
using our
winter
checklist
• Try running your central heating before the weather turns
cold and check that all the radiators are getting warm.
Report it to us if it isn’t working properly by calling
0800 8408021.
• Running your central heating on a low temperature
all day is a cost effective way to heat your home as it
constantly burns a low amount of gas to maintain a warm
temperature rather than a massive boost to heat a cold
property. Keep rooms that you don’t use very often at
a low temperature rather than turning the thermostat
down to zero to keep condensation at bay.
• Make sure you continue to open windows after generating
steam in the kitchen and bathroom. It may feel like you
are simply letting out heat by opening the windows but
keeping the door to the room closed while the window is
open will clear the steam that causes condensation and
prevent the rest of your home from getting cold.

• Why not try using a blanket or an extra layer of clothing
if you are feeling the chill before the weather gets cold
enough to run your heating all the time.
• Drying clothes over heat and in tumble dryers cause
moisture in the air which causes condensation. Control
the moisture in the air by drying your clothes without heat
whenever possible and wiping up any condensation that
forms in your home.
• Hang curtains at windows and doors to stop draughts and
reduce the cold air that windows cause, but make sure you
keep the trickle vents in your windows open to ventilate
your home.
• Use draught excluders if you are getting a draught under
your doors.

Did you know. . . .
The council is committed to reducing its
carbon footprint by 15 per cent by 2020.
That means we need to reduce the energy we use. One of the ways
we are helping to reduce energy use is by installing LED lighting in
communal areas of sheltered housing complexes.
LED lighting uses less energy and they last longer.
We’re also introducing LED lighting and more efficient heating
systems in our other buildings.
There are things you can do as well to save not only energy, but also
money on your fuel bills. See overleaf for some tips on how you can
do this.

11
Your Homes Matter Newsletter

Turn it off

Careful in your kitchen

Switching off appliances, rather than putting them on
standby, can help you save up to £80 a year on your
electricity bill

Use a bowl to wash up rather than a running tap and
save £30 a year in energy bills. Only fill the kettle with the
amount of water that you need and save around £7 a year.

Take control of your heating
Even turning down your room thermostat by just one degree
can save between £85 and £90 a year

Switch to LEDs
If the average household replaced all of their remaining
old-fashioned bulbs with CFLs, and all of their halogens with
LEDs, it would cost about £100 and save about £35 a year on
bills.

Get a draught excluder
DIY draught-proofing of windows, doors and blocking cracks
in ﬂoors and skirting boards can cost around £200, but can
save up to £25 to £35 a year on energy bills.

Turn off lights
Switching a light off for just a few seconds will save more
energy than it takes for the light to start up again, regardless
of the type of light. This will save you around £15 on your
annual energy bills.

For more handy advice, visit
www.energysavingtrust.org.uk

When you report an emergency repair
When reporting an emergency repair, please keep in mind the following points:
• Please describe the emergency as accurately as you can. If we later discover the repair is not as urgent as reported we may
charge you for the emergency call out.
• We may need to visit your home before ordering any repairs so we can assess exactly what work is needed.
• Our repair workers’ normal working hours are 8am to 4pm. At weekends, on public holidays and after 4pm on weekdays we
only respond to emergencies.

Here are some common issues which we may respond to in an emergency
• Problems with communal lighting in sheltered complexes.
• Total loss of power – first we will ask to check that the problem is not caused by the meter running out due to lack of credits;
a new appliance being plugged in (it may have tripped a fuse); is there a power cut in the area (call 105 to check) and if the
situation can be resolved if all appliances are unplugged.
• A total loss of heating between October 31 and May 1 is considered to be an emergency.
• Doors which have been forcibly damaged.

Here are occasions when we WILL NOT send out a repairs operative or assist:
• Lost or broken keys are the responsibility of the tenant.
• If you are locked out of your property it is up to you sort it out (for example, employ the services of a locksmith.
• We will attend to make safe any broken or damaged glass window, but we will only replace the window if the damage is the
result of a crime and you have a crime number.
• Replacing plugs and chains on baths, basins and sinks are the responsibility of the tenant.
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Is it damp or condensation?
As autumn arrives we quite often get calls from tenants about condensation and damp.
Our inspectors can quickly determine whether there is an issue with condensation or damp and arrange the appropriate
treatment.
However, here’s some handy information to help you tell whether it’s damp or condensation as they are very different.

Condensation
Condensation is very common and can occur in
colder weather in the colder areas of a home,
such as near the windows or where there is little
movement of the air. It can occur in the corners
of rooms near windows and behind wardrobes.
Condensation often results in an ugly, black mould
appearing on walls and other surfaces.
Condensation is not caused by damp, but where
warm meets cold.
If condensation forms on your walls or windows,
wipe it off to reduce the build-up of water droplets
which lead to mould growth.

Damp
Damp either penetrates the building (coming
through the wall/ceiling due to a problem such as
a missing roof tile or a leaking pipe) or it is rising
(coming through the ﬂoor in a ground ﬂoor room).
If the problem is damp, black mould will not grow
and the affected areas will be clearly defined by a
dark boundary.
If you suspect damp, you should report the problem
to our contact centre on 01509 634666. You will be
asked a few questions to diagnose the likely cause,
such as:
• is the damp on the ground ﬂoor or upstairs?
• where is the damp (low on the wall, on the
ceiling, in corners of the room)?
• are there any plumbing fixtures around the damp area (radiator, water pipe, bathroom above)?
• does it only occur when it’s raining?
• has the damp appeared suddenly or built up over time?
The advisor can then identify if the problem is caused by condensation or by a possible leak or rising damp.
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Remember, we cannot treat condensation with the remedies used for treating
damp as they are two separate conditions with different causes.
Treating condensation as damp will not stop the condensation from occurring, however making lifestyle changes (see table
below) will improve conditions in your home.
To reduce condensation, you can try and reduce the amount of moisture in the air in your home. Think about how you dry
washing/how often you open the windows as this can help the inspector to diagnose and treat the problem.

Here are some top tips:
• Avoid drying cloths inside your home wherever possible;
when this cannot be avoided, dry clothes without
using heat whenever possible - put wet clothes on an
airer to dry naturally and use a well ventilated room.
Putting wet washing on a hot radiator produces steam
like when you boil a kettle and adds up to five litres of
moisture to the air that will try to form as water on your
windows and walls.

• If you have extractor fans, make sure they are working
as they will draw the moisture from your home without
you having to think about it. Don’t board up extractor
fans as they also do the same job as trickle vents and
remember that the cost of running an extractor fan is
minimal (as low as 1p per day).

• Ensure your tumble dryer is vented outside – they
generate lots of steam too.

• Running your heating will always help with keeping
condensation under control – we rarely have problems
with condensation during the warmer summer months,
however if you don’t use your heating, making the small
changes listed above will help to reduce the problem.

• Open your bathroom window after having a bath or
shower; if it’s a cold day, you could open the window
and close the door to the room.
• Opening windows, even for a short time, will help to dry
out the air, especially first thing in the morning – think
of all that moisture that we produce just by breathing.

• Mop up condensation every day.

• If there is black mould growth, this is a sure sign of
condensation and you should wipe off the mould
with water then apply a recommended solution from
a hardware or DIY store, following the instructions
carefully; do not use washing up liquid or bleach.

• Leave a small space between furniture and the wall
(about a thumb length should be enough) as this
allows the air to circulate behind the furniture and dry
the walls – condensation loves spaces where air can’t
circulate.
• If your windows have trickle vents (usually at the top of
the window) make sure they are open as this will help
the air to circulate in the room; don’t block up air vents
as they do the same job.
• Putting lids on saucepans will keep any steam produced
in the pan. It will also help water to boil quicker and
reduce your gas/electricity usage.
• Close your kitchen door when cooking and open a
window to reduce the spread of moisture around your
home.
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Leaseholder News
Autumn 2016

Welcome message
I hope you are all well and have enjoyed the summer weather,
we’ve been quite lucky this year.
I have been working on the Certified Summary figures for 2015/16.

Sarah Taylor

Once you receive your Certified Summary please use the related article within this newsletter to help you
check the summary and report any queries by emailing leaseholders@charnwood.gov.uk or by calling
01509 634830.
I would just like to thank everyone who sent their best wishes over the previous few months while I was
on leave. I am now back at work and well on the road to recovery.
Thanks

Sarah

Certiﬁed Summaries 2015/16
You should have by now received your Certiﬁed Summary for 2015/16.
This is the statement which compares what you have paid
against work we have carried out. For example:
• Responsive Repairs and Communal TV Aerial – this is
where there has been a report of an item which has been
damaged or not working and we been out and repaired
the fault. This is on an ad-hoc basis so if we didn’t carry
out any repairs this will be blank.
• Planned Maintenance – this could be external
redecoration to the block or internal redecoration etc.
Once again, if no is worked carried out this will also be
blank.
There will also be new services added which were not
required to take place when we completed the estimates at
the start of the financial year i.e. balcony surveys.
When the estimates are sent, we always use the latest
actual figures to project the cost so that means using the
previous year’s costs. This will mean that there will always
be a difference in costs for the following services:

The administration and management fee is set prior to the
estimates going out and is taken to the Council’s Cabinet
meeting for Members to approve.
Please check your Certified Summary, you only have 28 days
from the date of the covering letter to raise any queries with
the Leasehold team. The preferred method of raising a query
is by emailing the Leaseholder Officer at leaseholders@
charnwood.gov.uk and itemise the following:
• If it’s a repair you are querying, can you please quote the
order number and description so we can forward the
email to the repairs team for investigation. If you have a
scanner, you could highlight the repair on the repair sheet
and forward a copy to the email address above.
You can also call the Leaseholder Officer on 01509 634830
and highlight the repair/query. The majority of the queries
raised will require investigating so a Revised Certified
Summary will be sent out if your query is upheld.

• Electricity, door entry system, grounds maintenance and
buildings insurance.
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Leaseholder News
Autumn 2016

A basic guide to Section 20
Leasehold Consultation
A Section 20 Consultation must take place for any contract involving leaseholders that:
• will last for a year or more and which will cost a
leaseholder £100 plus per annum
• or planned* or responsive* work which will cost over £250
per leaseholder
Charnwood Borough Council will divide costs equally among
a block. For example, if there are 10 ﬂats and the work costs
£1,000 they will be charged £100
A Section 20 Consultation takes three to four months,
therefore work cannot start until this process is complete.
There are three basic notices that need to be served by the
Council to leaseholders prior to works and these will be sent
by the officer dealing with the new contract or planned/
responsive work. The notices will include:
• what work is being carried out,

• which companies have tendered for the works,
• which company has won the tender,
• the cost of the works broken down to a property level –
before work commences
• the invoice for actual cost of works broken down to a
property level – after works complete.
If a Section 20 consultation is not carried out then we
cannot charge more than £100 for a new contract or £250
for planned/repair work for any leasehold property that is
included in the contract.
* Planned - 5 elements of work (external and internal
redecoration, paths, fences and gates, brickwork and
joinery).
* Responsive - repairs that require prompt attention, for
example blocked guttering

• why the work is being carried out
• the name of the officer you need to contact if you have any
enquiries relating to the work being carried out

Handy numbers
If you wish to report a repair or an act of vandalism, please call the Contact Centre direct on 01509 634666.
Please report repairs to the Contact Centre in the first instance as if you report it to the Leasehold Officer, who is not always
available, the work may be delayed.
Here is a list of useful phone numbers to help you call the correct team direct:
• Reporting a repair 01509 634666
(This is a 24-hour service, but please avoid reporting
non-urgent repairs out of office hours).
• Copy of your Buildings Insurance 01509 634666
• Making a payment 01509 634666 or 01509 634817
• Statement of payments 01509 634817

• Leasehold questionnaire 01509 634830
• Copy of your lease 01509 634830
• Query on your Certified Summary 01509 634830
• Query on your estimate 01509 634830
• Reporting anti-social behaviour 01509 634666
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